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User logs on to 
Internet 



User navigates 
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Joe Customer 
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Subscribing Agent Interface 
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Agent Side 

Agent 
Subscribes to 
CPS 



Agent recieves 
customer-staus data 



Agent observes 
customers 
Status 



Agent observes 
customers 
call back preference 



Agent takes action 
based on customer's 
^status and preferences > 



Fig. 7 
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Client invokes link to 
communication center 



IMPP sever routes 
request to proxy server 



OR ELSE 



Proxy server 
interacts with 
client through 
IMPP sever 



1108 



1109 



Client is redirected 
to proxy server 

I 



Proxy server 
interacts with 
client via IM 



Proxy server consults 
routing services and 
rales 
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Proxy routes event 
to available workstation J 
through firewall 
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